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Pursuant

e'spire™ COMMUNICATIONS, INC.’S
RESPONSE TO JUNE 8, 1999 PROCEDURAL ORDER
QUESTIONS RE SERVICE QUALITY

to the June 8, 1999 Procedural Order, e'spire™ Communications, Inc.

(“e-spire™”) responds to the following 14 questions as follows:

e-spire™ generally concurs with the response to the 14 questions provided by AT&T

and MCI. In addition to those responses:

A.

e-spire™ urges the Commission to consider the Association of Local

Telecommunications Services’ (ALTS) service quality measurement guidelines in addition

to the LCUG guidelines proffered by AT&T (a copy of ALTS Version 1.0 is attached). The

ALTS guidelines focus more on OSS functions related to UNEs and facilities-based provider
needs than do the LCUG guidelines.
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B. With respect to OSS functions and testing, e-spire™ supports third party
testing that specifically includes preordering, ordering, provisioning, maintaining, repairing
and billing for DS-1 digital loops, xDSL loops and combinations including those loops (such

as loop/transport and loop/transport/multiplexing combinations).

Dated: June 22, 1999.
Respectfully submitted,

E*SPIRE™ COMMUNICATIONS, INC.

Lex J. Smith

Michael W. Patten

BROWN & BAIN, P.A.

2901 North Central Avenue
Post Office Box 400

Phoenix, Arizona 85001-0400
(602) 351-8000

Charles H.N. Kallenbach

E-SPIRE™ COMMUNICATIONS, INC.

133 National Business Parkway, Suite 200
Annapolis Junction, Maryland 20701

David M. Kaufinan

E-SPIRE™ COMMUNICATIONS, INC.
466 West San Francisco Street
Santa Fe, New Mexico 87501

Attorneys for e-spire™ Communications, Inc.

ORIGINAL and TEN (10) COPIES
filed June 22, 1999, with:

Docket Control

ARI1ZONA CORPORATION COMMISSION
1200 West Washington Street
Phoenix, Arizona 85007
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COPIES hand-delivered June 22, 1999, to:

Paul Bullis, Esq.

Maureen Scott, Esq.

Chief Counsel, Legal Division
ARIZONA CORPORATION COMMISSION
1200 West Washington Street
Phoenix, Arizona 85007

Jerry L. Rudibaugh, Esq.

Lyn Farmer, Esq.

Barbara Behun, Esq.

ARIZONA CORPORATION COMMISSION
1200 West Washington Street
Phoenix, Arizona 85007

Ray Williamson

Acting Director, Utilities Division
ARIZONA CORPORATION COMMISSION
1200 West Washington Street
Phoenix, Arizona 85007

COPIES mailed June 22, 1999, to:

Richard S. Wolters, Esq.

AT&T COMMUNICATIONS OF THE MOUNTAIN STATES

1875 Lawrence Street, Suite 1575

Denver, Colorado 80202
Counsel for AT&T Communication of the Mountain States;
and AT&T Local Service

Joan S. Burke, Esq.

OSBORN & MALEDON

2929 North Central Avenue, Suite 2100

Post Office Box 36379

Phoenix, Arizona 85067-6379
Counsel for AT&T Communications of the Mountain States;
and NEXTLINK Arizona, Inc.

Daniel Waggoner, Esq.

DAvIS WRIGHT TREMAINE

2600 Century Square

1501 Fourth Avenue

Seattle, Washington 98101-1688
Co-Counsel for NEXTLINK Arizona, Inc.

Alaine Miller

NEXTLINK Communications, Inc.
500 108" Avenue N.E., Suite 2200
Bellevue, Washington 98004
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Raymond S. Heyman. Esq.
Randall H. Warner, Esq.
ROSHKA HEYMAN & DEWULF
Two Arizona Center
400 North Fifth Street, Suite 1000
Phoenix, Arizona 85004
Counsel for Arizona Payphone Association

Penny Bewick

ELECTRIC LIGHTWAVE, INC.
4400 N.E. 7" Avenue
Vancouver, Washington 98662

Michael M. Grant, Esq.

GALLAGHER & KENNEDY

2600 North Central Avenue

Phoenix, Arizona 85004-3020
Counsel for Electric Lightwave, Inc.

Richard M. Rindler, Esq.
Morton J. Posner, Esq.
SWIDLER BERLIN SHEREFF FRIEDMAN, LLP
3000 K Street, N.W., Suite 300
Washington, D.C. 20007-5116
Counsel for GST Tucson Lightwave, Inc.;
and GST Net (AZ), Inc.

Thomas F. Dixon

MCI TELECOMMUNICATIONS CORPORATION
707 17th Street, Suite 3900

Denver, Colorado 80202

Thomas H. Campbell, Esq.

LEwiIs & RocaL.L.P.

40 North Central Avenue

Phoenix, Arizona 85004
Counsel for MCI Telecommunications Corporation,;
MCImetro Access Transmission Services, Inc.; and
ACI Corp. dba Accelerated Connections, Inc.

Frank Paganelli, Esq.
Colin Alberts, Esq.
BLUMENFELD & COHEN
1615 M Street, Suite 700
Washington, D.C. 20036
Co-Counsel for ACI Corp. dba Accelerated Connections, Inc.

Stephen Gibelli

RESIDENTIAL UTILITY CONSUMER OFFICE
2828 North Central Avenue

Phoenix, Arizona 85004




o~ O

10
11
12
13
14
15
16
17
18
19
20
21
22
23
24
25
26

Donald A. Low, Esq.

SPRINT COMMUNICATIONS Co., L.P.
8140 Ward Parkway 5-E

Kansas City, Missouri 64114

Vincent C. DeGarlais

Andrew D. Crain

Charles Steese

Thomas M. Dethlefs

U S WEST COMMUNICATIONS, INC.
1801 California Street, Suite 5100
Denver, Colorado 80202

Timothy Berg, Esq.
FENNEMORE CRAIG, P.C.
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Counsel for U S WEST Communications, Inc.

Lex J. Smith, Esq.

Michael W. Patten, Esq.

BROWN & BAIN, P.A.

2901 North Central Avenue

Post Office Box 400

Phoenix, Arizona 85001-0400
Counsel for e-spire™ Communications, Inc.
(fka American Communications Services, Inc.)
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introduction

On August 8, 1996, the Federal Communications Commission released its First
Report and Order in CC Docket No. 86-98 establishing regulations to implement the
requirements of the Telecommunications Act of 1996. On February 12, 1997, the
Local Competition Users Group (LCUG) issued their “Foundation for Local '
Competition: Operations Support Systems Requirements for Network Platform and
Total Services Resale”.1 This latter document began to structure the basic tenets
for Service Parity, Performance Measurement, Electronic Interfaces, Systems
Integrity Notification of Change, and Standards Adherence.

On July 30, 1997, the Association for Local Telecommunications Services (ALTS)
submitted reply comments to the Federal Communications Commission (FCC),
supporting the work of the LCUG group and requesting expedited rulemaking on the
“Implementation of the Local Competition Provisions in the Telecommunications Act
of 1996".2

Through subsequent sub-committee work, LCUG has developed a “comprehensive
list of potential measurements” to address ILEC (Incumbent Local Exchange
Carrier) OSS (Operation Support System) performance in the areas of pre-ordering,
ordering and provisioning, maintenance and repair, network performance,
unbundled elements, operator services and directory assistance, system
performance, service center availability, and billing. SQMs (Service Quality
Measurements) goals have been established to provide “a nondiscrimination
standard in the absence of directly comparative (actual) ILEC results” which the
ILECs have been reluctant or unwilling to share.

ALTS fully supports the work done by the LCUG, but also recognizes that its CLEC
membership may have somewhat differing needs. Therefore, ALTS has been
working with a sub-committee of LCUG, as well as representatives from its own
membership to form WIPS (Workgroup on ILEC Performance Standards). The
WIPS charter is to ensure that critical measurement needs are available for its
membership in either the LCUG document, or the complementary ALTS document
contained herein. It is not the intent of the WIPS to design an entirely new
document, but rather to accept and support the concepts and measurements
described in the LCUG SQM document, supplemented by those measurement
categories that are of special interest to ALTS’ Membership. Indeed, sections of the
following document are taken directly from the latest LCUG SQM Version 6.1, dated
September 26, 1997, to reinforce WIPS' desire to build a common performance
measurement foundation, rather than create a new one.
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Introduction

A basic requirement for the ALTS Service Quality Measurements (SQM) document
is to adhere as much as possible to the format of LCUG Version 6.1. Therefore, as
the ALTS addendum items are discussed, portions of the LCUG are described as
directly applicable. At the same time, it is clear to the ALTS membership that some
issues, such as Network Performance, Emergency Services, and Collocation
Provisioning need to be further defined and developed for measurement purposes.
Overall, the ALTS document accomplishes the following:

Recognizes, accepts and supports the basic measurement foundation established in the
LCUG Version 6.1

Modifies those LCUG sections, such as Order Provisioning, to include proposed ALTS
measurements. For example, in the case of Order Provisioning, ALTS adds measures, within
the LCUG framework, to consider Customer Desired Due Dates Met, and Interim Number
Portability Coordinated Orders.

Describes addendum items that complement LCUG direction, yet offer a new dimension to more
clearly satisfy ALTS membership requirements. '

The LCUG Version 6.1 “Measurement Plans” description and “Business Rules” described in the
LCUG document Introduction will apply to the ALTS SQM document, as well. These include
comments and definitions related to the following:

Test for Parity

Benchmarking Study Requirements
Reporting Expectations and Report Format
Delivery of Reports and Data

Geographic Reporting

Verification and Auditing

Adaptation
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Executive Overview

This Executive Overview section:

Acts as an addendum to the LCUG Executive Overview
Provides a summary of the detailed requirements

Enables a quick overview and understanding of the proposed ALTS measurements

Summarizes the Business Implications associated with each measurement
Accommodates a target audience who has a need to know about the

measurements, but not the specific details

Executive Overview: Page 5
Network Performance Page 6
Emergency Services Page 7

Collocation Provisioning

Page 9

' Page 5
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Executive Overview

Network Performance (NP)

Function: -

Network Interconnection Performance
Business Implications: =~ -

* The perceived quality of CLEC retail services, particularly when either ILEC
services are resold or UNEs are employed, will be heavily influenced by the

underlying quality of the ILEC performance

* Interconnection with the ILEC network, whether for facilities or equipment,
needs to be provided at a level of quality that is equal to that which the ILEC

provides itself, a subsidiary, an affiliate, or any other party
* The quality of CLEC service to customers is directly dependent on adequacy
of trunking capacity at the ILEC

Measurements: Results Detail:

* Percent Trunk Blockage + By end office to access tandem
trunk group
1 By final trunk group

Pages
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Executive Overview

Emergency Services (ES)

Page 7

Function:

Timeliness of Updating the Database

Business Implications:

ILECs historically “own” and control the 911 databases, which CLECs

provide input to for their customers

Timely update of the 911/E911 database for customer location, telephone
numbers, and selective router can indeed become a “life and death”

situation as customers attempt to reach emergency help dialing 911/E911
CLECs can not offer Local Exchange Service without 911/E911 capability

Measurements:

Results Detail:

Mean Database Update Interval
Percent Updates Completed within
24 Hours

By order update to include
customer location and number -
By order update to include
selective router for proper dispatch
center

Function:

Accuracy of Database

Business Implications:

Accurate update of the 911/E911 database for customer location, te!ephone
numbers, and selective router can indeed become a “life and death”
situation as customers attempt to reach emergency help dialing 911/E911

‘Measurements:

Results Detail:

Percent Database Accuracy

By order update for Customer
location, telephone number
By selective router

Function:

Provisioning of 91 1/E911 Trunks

Business Implications:
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« Customer service reaching 911/E911 is of critical importance

+ CLEC Customers need to be able to access the ILEC 911/E911 office on
the first try due to the nature of their emergency situations

« CLECs cannot offer Local Exchange Service without 911/E911 capability

Measurements:

Results Detail:

« Mean interval to provision 911
trunks

» Percent trunks completed within 15

days
+ Percent Trunk blockage

By trunks added

Trunks measured every half-hour

for peg count, overflow and usage.

Reported on a Busy Hour basis.

Executive Overview

Emergency Services (ES)

Function:

System availability to the MSAG (Master Street Access Guide)

Business Implications:

+  The 911/E911 capability works properly when, after having dialed “911", a
customer calling into the Dispatch Center, can accurately have their
telephone number associated with the correct street address, and thus

receive dispatched help quickly

« CLECs need the addresses contained in the MSAG under the jurisdiction of-

the ILEC, to be able to associate the correct address with each telephone

number

« Fast response time in obtaining MSAG information is important in order that

the appropriate 911/E911 databases can be updated promptly and

accurately

Measurements:

Results Detail:

« Percent MSAG system availability

By MSAG interface

Page 8
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Executive Overview

Collocation Provisioning (CP)

Function' ST

Physnca| and Vlrtual Collocatlon commltments Met

Business Implications:

Due to the natural evolution of Iocal telephone services over the years,
ILECs own, rent, or lease buildings in most cities and towns. Many of these
buildings house ILEC Central Office switches and equipment, giving them
an advantage in the immediate marketplace. These same buildings often
have extra space, due to technology compressing the size of equipment
over time.

In order to be able to compete and to install necessary equipment to do so,
CLECs need access to space available in ILEC buildings and Remote
locations

ILECs need to respond in a timely fashion to CLEC requests

To serve its own customers in a timely fashion, CLECs need to be able to
count on ILECs meeting commitments for Physical and Virtual Collocation

Measurements: Results Detail:

Mean response to request interval + By request
Percent responses received within | » By Central Office
5 business days

Percent of Physical Commitments
Met

Percent of Virtual Commitments
Met
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Formula Quick Reference

Measurement Description Measurement Formula:

NP-2 | Percent Trunk Blockag'e } Percent Tfunk Blockage = [(Busy

Hour Overflow Count) / (Busy Hour
Peg Count) During Report Period] x
100

.| 'Emergency Services |- -

Es-1 | Mean Database Mean Database Update

Update Interval Interval = 3[ (Completion
Date&Time)-(Update
Submission
Date&Time)]/(Count of
Updates Completed in
Reporting Period)

ES-2 | Percent Updates Percent Updates Completed
Completed within 24 | within 24 Hours = [(Count of
Hours Updates Completed within

24 Hours)/(Count of Updates
Completed in Reporting
Period)] x 100

ES-3 | Percent Database Percent Database Accuracy

Accuracy = [(Count of Updates
Completed w/o error) /
(Count of Updates
Completed)] x 100
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ES-4 | Mean Interval to Mean Interval to Provision
Provision 911/E911 | 911/ES11 Trunks =
trunks 3[(Completion Date and
Time) — (Trunk Order
Submission Date and
Time)]/(Number of 911/E911
Trunks Completed in
Reporting Period
Es-5 | Percent trunks Percent Trunks Completed
completed within 15 | within 15 Days = [(Count of
days Trunks completed within 15
Days)/(Count of Trunks
Completed in Reporting
Period)] x 100
ES-6 | Percent Trunk Percent Trunk Blockage =
Blockage [(Busy Hour Overflow
Count)/ (Busy Hour Peg
Count) during Report
Period] x 100
ES-7 | Percent MSAG Percent MSAG System Availability =

System Availability

[(Hours MSAG is Available to CLECs
During Reporting Period)/(Number of
Hours MSAG was Scheduled to be
Available During Reporting Period)] x
100
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Formula Quick Reference

Collocation - - =
Provisioning. |
cp-1 | Mean Response to | Mean Response to Request
Request Interval interval = 3[(Request
Response Date&Time) -
(Request Submission
Date&Time)]/(Count of
Requests Submitted in
Reporting Period)

CP-2 | Percent Responses | Percent Responses
Received within 5 Received within 5 Business
Business Days Days = [(Count of
Responses received within
5 Business Days)/(Count of
Requests Submitted in
Reporting Period)] x 100

CP-3 Percent Physica| Percent Physical Commitments Met =

. [(Count of Physical Commitments
Commitments Met Met)/(Count of Physical

Commitments in Reporting Period)] x

100
CP-4 Percent Virtual Percent Virtual Commitments Met =
Commitments Met [(Count of Virtual Commitments

Met)/(Count of Virtual Commitments
in Reporting Period)] x 100
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Page 14

Measurement Detail

The Measurement Detail section:

Acts as an addendum to the LCUG Measurement Detail

Provides explicit detail information for each measurement

Provides business reasons for the measurement, required data
elements, analogs to the existing ILEC business function and
comparative results suggestions

Is targeted at those individuals who need to know and understand the
detail categories and measurement methodologies

Measurement Detail: Page 12
Ordering and Provisioning (OP) Page 13
Network Performance (NP) Page 16
Emergency Services (ES) Page 18
Collocation Provisioning (CP) Page 26
Appendix A: Reporting Dimensions Page 28
Appendix B: Glossary Page 29
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Measurement Detail

Ordering and Provisioning (OP)

| Function:

l

Order Completion Intervais

Business
Implications

In order to be successful in the marketplace, CLECs must be capable of
delivering service in time frames equal to or better than what the {LEC
delivers for comparable service configurations. Likewise, when the CLEC
commits to a due date for service delivery, the customer plans for service
availability have been established and the customer will be dissatisfied if the
requested service or feature is not delivered when promised. The “average
completion interval” measure monitors the time required by the ILEC to
deliver integrated and operable service components requested by the CLEC,
regardless of whether service resale or unbundled network elements are
employed. When the service delivery interval of the ILEC is measured for
comparable services, then conclusions can be drawn regarding whether or
not CLECs have a reasonable opportunity to compete for customers. The
“orders completed on time” measure monitors the reliability of ILEC
commitments with respect to committed due dates to assure that CLECs can
reliably quote expected due dates to their retall customer. In addition, when
monitored over time, the “average completion interval” and “percent
completed on time” may prove useful in detecting developing capacity issues.
The “Percent Customer Desired Due Date Met” measures the ILEC
performance against what the CLEC customer requested versus the ILEC
commitment made based on the ILECs own internal requirements which do
not necessarily consider customer needs. The “Average Completion for INP
Coordinated Qrders” that involve Interim Number Portability (INP}. and the
“Percent of INP Coordinated Orders with Disconnection, Loop Provisioning.
and NP done within 5 minutes of Each Other” monitor the guality of work
done by the ILEC when physical connections and software updates must be
completed at the same time to prevent customer outage and poor service.
CLEC ability to receive quality Number Portability work is critical to their ability

to compete in the marketplace.

 Page 15
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Measurement| Average Completion Interval = E [ (Completion Date & Time) - (Order

Methodology: I?ul:gmc:?sion Date & Time) ]J/(Count of Orders Completed in Reporting
erio

Percent Orders Completed on Time = [(Count of Orders Completed
within ILEC Committed Due Date) / (Count of Orders Completed in
Reporting Period)] x 100

Percent Customer Desired Due Date Met = [(Count of Orders that met the
Customer Desired Due Date)/ (Count of Orders Completed in Reporting
Period)] x 100

Average Completion for INP Coordinated Orders = 3[{Completion Date and
Time) — (Order Submission Date &Time)] ACount of Qrders Completed in
Reporting Period)

Percent of INP Coordinated Orders with Disconnection. Loop Provisioning,
and NP done within 5 minutes of Each Other = [(Count of INP Coordinated
QOrders with Disconnection,Loop Provisioning. and NF done within 5 minutes
of each other)/(Count of INP Coordinated QOrders with Disconnection. Loop
Provisioning. and NP completed in Reporting Period)] x 100

Measurement

Methodology:| For CLEC Results: The actual completion interval is determined for each
order processed during the reporting period. The completion interval is the
elapsed time from the ILEC receipt of a syntactically correct crder from the
CLEC to the ILEC's return of a valid completion notification to the CLEC.
Elapsed time for each order is accumulated for each reporting dimension
(see below). The accumulated time for each reporting dimension is then
divided by the associated total number of orders completed within the
reporting period.

The percentage of orders completed on time is determined by first counting,
for each specified reporting dimension, both the total numbers of orders _
completed within the reporting interval and the number of orders completed
by the committed due date (as specified on the initial FOC returned to the
CLEC). For each reporting dimension, the resulting count of orders
completed no later than the committed due date is divided by the total
number of order completed with the resulting fraction expressed as a
percentage.

For ILEC Results: The ILEC computation is identical to that for the CLEC
with the clarifications noted below. =

Other Clarifications and Qualification:

«  The elapsed time for an ILEC order is measured from the point in
time when the ILEC customer service agent enters the order into the
ILEC order processing system until the date and time reported by
the ILEC installation personnel log actual completion of all work
necessary to permit service initiation, whether or not the ILEC
initiates customer billing at that point in time.

« Results for the CLECs are captured and reported at the order level
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e used for the
purposes of
computing the
order
completion
interval.
1 See

“Order

Status”

metric

Reporting Dimensions:

Excluded Situations:

-Service - Standard Service Groupings (See
Appendix A)

«Activity - Standard Order Activities (See
Appendix A)

Geographic Scope

«Canceled orders

«Initial Order when supplemented by CLEC
«ILEC Orders associated with internat or

administrative use of local services

Data Retained Relating To CLEC
Experience:

Data Retained Relating To ILEC
Performance:

*Report Month

*CLEC Order Number
«Order Submission Date
*QOrder Submission Time
-Order Completion Date
+Order Completion Time
*Service Type

«Activity Type

. Geographic Scope

*Report Month

+Average Order Completion Interval

. Standard Error for the Order
Completion Interval ‘

*Service Type

Activity Type

«Geographic Scope

 Page 17
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Performance
Standard in
Absence of
ILEC
Results:

if the ILEC does not deliver direct comparative results or the ILEC has not

produced benchmark levels based upon a verifiable study of its own operation

as agreed to with the CLEC, then result(s) related to the CLEC operation
should be provided according to the foliowing levels of performance in order
to provide the CLEC with 2 meaningful opportunity to compete:

. Unless otherwise noted, the order completion interval for installations
that do not require a premise visit and do not require anything beyond
software updates is 1 business day.

. Unless otherwise noted, the order completion intervals for
installations that involve a premise visit or physical work is three
business days.

«Installation Interval Exceptions:

. The installation interval for INP Coordinated Orders with
Disconnection. Loop Provisioning. and NP requires that all of
these activities be completed within 5 minutes of each other.

. UNE Platform (at least DSO0 loop + local switching + common
transport elements) installation interval is 1 business day
whether or not premise work is required.

. The installation interval for unbundled loops is always 1
business day. .

. UNE Channelized DS1 (DS1 unbundled loop + multiplexing)
installation interval is within 2 business days.

. Unbundled Switching Element installation interval is within 2
business days '

. DS0/DS1 Dedicated Transport installation interval is within 3
business days

. All other Dedicated Transport installation interval is within 5

business days.
The installation interval for all orders involving only feature
medification is 5 hours_unless otherwise noted.
. Unless otherwise noted, Order completion interval for all
disconnection orders is 1 business day.

*Note: Pages 13-15 have been directly modified from the LCUG document Version 6.1.

Changes are noted in Underlined Italics.

~ Page 18
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Measurement Detail

Network Performance (NP)

Function: Network Interconnection Performance

Business The perceived quality of CLEC retail services, particutarly when
[ licati . either ILEC services are resold or UNEs are employed, will be
mplications: heavily influenced by the underlying quality of the ILEC
performance. Interconnection with the ILEC network, whether for
facilities or equipment, needs to be provided at a level of quality that
is equal to that which the ILEC provides itself, a subsidiary, an
affiliate, or any other party. The quality of CLEC service to
customers is directly dependent on adequacy of trunking capacity
within the ILEC network, and between the ILEC network and the
CLEC network.

Measurement Percent Trunk Blockage = [(Busy Hour Overflow
Methodology: Count)/(Busy Hour Peg Count) during the Reporting
Period] x 100

For CLEC Results: This metric is computed at the end of the
reporting pericd. It looks at the busiest hour during the reporting
period as defined by the highest peg count (call attempts on the
trunk group). It then determines for that hour the count of overflow
(those call attempts that were blocked due to inadequate trunking,
trunks turned down due to maintenance, or other Network failures).
It then computes the percentage of blocking for that busy hour.
Percentage of blocking for trunk groups is monitored from the CLEC
to the ILEC end office, CLEC to ILEC Jocal tandem, and CLEC to

ILEC Access tandem.

For ILEC Results: This metric is computed at the end of the
reporting period. It looks at the busiest hour during the reporting
period as defined by the highest peg count (call attempts on the
trunk group). It then determines for that hour the count of overflow
(those call attempts that were blocked due to inadequate trunking,
trunks turned down due to maintenance, or other Network failures).
It then computes the percentage of blocking for that busy hour.
Percentage of blocking for trunk groups is monitored from ILEC end
office to ILEC end office, ILEC end office to local tandem, and ILEC
end office to access tandem.

Other Clarifications and Qualifications: Trunk Group
sizing is based on the Engineering criteria of “Grade of Service” and
often refers to the “Poisson Tables” to quantify levels of service
(such as, P.01 GOS which translates into 1 in 100 blocked calls. or
1% blockage).
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Reporting Dimensions:

Excluded Situations:

* Geographic Scope

- Grade of Service (See Appendix A) « None

Data Retained Relating to +~ | Data Retained Relatmg to ILEC
CLEC Experience: =~ - ="

Performance. ,

* Report Month

+ Reporting Dimension
1 Trunk Group Type
1

and to" Points
1 Geographic Scope

Trunk Group Designation Identifying “from

+ Report Month

+ Reporting Dimension

1 Trunk Group Type

1 Trunk group Designation Identifying “from
and to” Points

1 Geographic Scope

Performance
Standard in
Absence of
ILEC Results:

If the ILEC does not deliver direct comparative results or the ILEC has
not produced benchmark levels based upon a verifiable study of its own
operation as agreed to with the CLEC, then results related to the CLEC
operation should be provided according to the following levels of
performance in order to provide the CLEC with a meaningful
opportunity to compete:

End office to End office .5% blockage

End office to Local tandem .5% blockage
End office to Access Tandem .5% blockage
Final trunk groups 1% blockage

~ Page20



Measurement Detail

Emergency Services (ES)

Function:

Timeliness of Updating the Database -

Business

Implications:

CLECs are committed to providing emergency services to
their customers. ILECs historically “own” and control the 911
databases, which CLECs provide input to for their
customers. Timely update of the 911/E911 database for
customer location and telephone numbers included in the
Automatic Location Identifier (ALl), is necessary in order that
emergency services can be promptly dispatched to the
proper location should an emergency occur. in addition, the
selective router that determines which dispatch center is
associated with each customer, must also be updated by the
ILEC. Timeliness of these updates can indeed become a
“life and death” situation as customers attempt to reach
emergency help dialing 911/E911. For the aforementioned
reasons, as well as the fact that States require CLECs to
offer 911/E911 capability, it is important that ILEC
Emergency Services databases be promptly updated to

reflect CLEC customer information.
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Measurement
Methodology:

Measurement
Methodology:

Mean Database Update Interval = 3[(Completion Date&Time) -
(Update Submission Date&Time)}J/(Count of Updates Completed in
Reporting Period)

Percent Updates Completed within 24 Hours = [(Count of Updates
Completed within 24 Hours)/{Count of Updates Completed in
Reporting Period)] x 100

For CLEC Results: The actual completion interval is determined for
each update processed during the reporting period. The completion
interval is the elapsed time from the ILEC receipt of a syntactically correct
update from the CLEC to the ILEC's return of a valid completion
notification to the CLEC. Elapsed time for each update is accumulated
for each reporting dimension (see below). The accumulated time for
each reporting dimension is then divided by the associated total number
of updates completed within the reporting period.

The percentage of updates completed on time is determined by first
counting, for each specified reporting dimension, both the total numbers
of updates completed within the reporting interval and the number of
updates completed by the committed due date (as specified on the initial
FOC returned to the CLEC). For each reporting dimension, the resulting
count of updates completed no later than the committed due date is
divided by the total number of updates completed with the resulting
fraction expressed as a percentage.

For ILEC Resuilts: The ILEC computation is identical to that for the
CLEC with the clarifications noted below.

Other Clarifications and Qualification:

1 The elapsed time for an ILEC update is measured from the point
in time when the ILEC customer service agent enters the order
into the ILEC order processing system until the date and time
reported by the ILEC that 911/E911 updates are completed.

1 Results for the CLECs are captured and reported at the update
level by Reporting Dimension (see below).

1 The Completion Date is the date upon which the ILEC issues the
Update Completion Notice to the CLEC.

1 Ifthe CLEC initiates a supplement to the originally submitted
update and the supplement reflects changes in customer
requirements (rather than responding to ILEC initiated changes),
then the update submission date and time will be the date and
time of the ILEC receipt of a syntactically correct update
supplement.

1 No other supplemental update activities will result in a change to
the update submission date and time used for the purposes of
camputing the update completion interval.

1 Elapsed time is measured in hours and hundredths of hours
rounded to the nearest tenth of an hour.

1 Because this should be a highly automated process the
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Reporting Dimensions: - : ~-| Excluded Situations:
+ Customer address + Updates Canceled by the CLEC
¢ Customer telephone number « Initial update when supplemented by
1 Customer Selective Router CLEC
1 Geographic Scope 1 ILEC updates associated with internal or
administrative use of local services
‘Data Retained Relatmg to CLECT . | Data Retained Relatmg to lLEC
Experience: - * | Performance: - ¥
*Report Month *Report Month
«CLEC Update Number *Average Update Completion Interval
1Update Submission Date 1Reporting Dimension
1Update Submission Time 1Geographic Scope
1Update Completion Date
1Update Completion Time
1Reporting Dimension
1 Geographic Scope

Performance If the ILEC does not deliver direct comparative results or the ILEC has not

Standard in produced benchmark levels based upon a verifiable study of its own

Absence of operation as agreed to with the CLEC, then result(s) related to the CLEC
operation should be provided according to the following levels of

ILEC Results: performance in order to provide the CLEC with a meaningful opportunity

to compete:

* The update interval is always within 24 hours.
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Measurement Detail

Function: - . | Accuracy of Database

Due to the emergency nature of dealing with 811/ES11 databases, the
business implications of ensuring that databases be both updated
promptly and updated accurately, are similar. CLECs are committed to
providing emergency services to their customers. ILECs historically
“own" and control the 911 databases, which CLECs provide input to for
their customers. Timely and accurate update of the 911/E911 database
for customer location and telephone numbers included in the Automatic
Location Identifier (ALI), is necessary in order that emergency services
can be promptly dispatched to the proper location should an emergency
occur. In addition, the selective router that determines which dispatch
center is associated with each customer, must also be updated by the
ILEC. Timeliness and accuracy of these updates can indeed become a
“life and death” situation as customers attempt to reach emergency help
dialing 911/E911. For the aforementioned reasons, as well as the fact that
States require CLECs to offer 911/E911 capability, it is important that
ILEC Emergency Services databases be accurately updated to reflect
CLEC customer information.

Business
Implications: -
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Measurement Percent Database Accuracy = [(Count of Updates Completed w/o
Methodology: error)/(Count of Updates Completed]] x 100

For CLEC Results: For each update completed during the reporting
period, the original update that the CLEC sent to the ILEC is compared to
the customer address and telephone number reflected in the database
following completion of the update in the AL! by the ILEC. In addition,
the “selective router” must be updated by the ILEC at the same time, to
ensure that the correct dispatch center is entered for each telephone
number. .An update is “completed without error” if all updates and
changes (as determined by comparing the original and the post update
completion, and the Selective Router table) completely and accurately
reflect the activity specified on the original and supplemental CLEC
updates and proper selective router. “Total number of updates
completed” refers to update completions received by the CLEC from the
ILEC for each reporting dimension identified below.

For ILEC Results: Same computation as for the CLEC with the
clarifications noted below.

Other Clarifications and Qualification:

1 Update Supplements - If the CLEC initiates any supplements to
the originally submitted update, for the purposes of reflecting
changes in customer requirements, then the cumulative effect of
the initia! update and all the supplemental updates will be
determined by comparison of the pre- and post update completions.

1 Completion Notices - To the extent that the ILEC supplies a
completion notice containing sufficient infarmation to perform
validation of database update accuracy, then the Completion Notice
information can be utilized in lieu of the comparison of the “before”
and “after” views. Use of the completion notice for this purpose
would need to be at the mutual agreement of the ILEC and the

Measurement CLEC. ,

Methodology: 1 All Updates - The comparison is between the CLEC update and

the database as it existed before and after completion.

1 Sampling may be utilized to establish database update
accuracy provided the results produced are consistent with the
reporting dimensions specified, the sample methodology is
disclosed in advance and reflects generally accepted sampling
methodology, and the sampling process may be audited by the

CLEC.
Reporting Dimensions: | Excluded Situations:
+ Customer Address + Updates canceled by the CLEC
»  Customer Telephone number + |nitial update when supplemented by
1 Customer Selective Router CLEC o
1 Geographic Scope 1 ILEC updates associated with internal or
administrative use of local services
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Data Retained Relatmg to the CLEC " |.Data Retained Relatmg to ILEC
Experience: : ‘Performance:

* Report Month *  Report Month

*+ CLEC Update Number « Percent database update accuracy

1 Percent database update accuracy 1 Reporting Dimension

1 Reporting Dimension 1 Geographic Scope

1 Geographic Scope

Performance If the ILEC does not deliver direct comparative results or the ILEC has not

Standard in
Absence of
ILEC Resulis :._.:
to compete:

than 99.9% of the time.

] produced benchmark levels based upon a verifiable study of its own

| operation as agreed to with the CLEC, then result(s) related to the CLEC
operation should be provided according to the following levels of
performance in order to provide the CLEC with a meaningful opportunity

Completed CLEC updates, by reporting dimension, are accurate no less
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Measurement Detail

Function':""

Provnsmnmg of 911/E911 Trunks "= - * v "

Busmess
‘_'lmphca ns

CLECs cannot offer Local Exchange Servnce wnthout a 91 1/E911
capability. In order for CLEC customers to be able to access the ILEC
911/E911, ILEC office trunk facilities need to be installed in a timely

Z| fashion. They also need to be provided in a quantity to minimize the risk

of trunk blockage, which could prevent critical emergency call attempts
from reaching 911. CLEC Customers need to be able to access the ILEC
911/E911 office on the first try due to the nature of their emergency
situations.
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Measurement
Methodology:

Measurement
Methodology:

Mean Interval to Provision 911/E911 Trunks =
3[(Completion Date and Time) - (Trunk Order
Submission Date and Time)}/(Number of 911/E911
Trunks Completed in Reporting Period

Percent Trunks Completed within 15 Days = [(Count of
Trunks completed within 15 Days)/(Count of Trunks
Completed in Reporting Period)] x 100

Percent Trunk Blockage = [(Busy Hour Overflow Count)/
(Busy Hour Peg Count) during Report Period] x 100

For CLEC Results: The *“Mean Interval to Provision 911/E911
Trunks" monitors how long it takes the ILEC to add trunks, utilized by
CLEC customers, to improve capacity incoming to the ILEC 911/E911
office. The actual completion interval is determined for each trunk added
during the report period. The completion interval is the elapsed time from
receipt of a request from the CLEC (or from creation of the trunk order by
the ILEC, if self-initiated), until return of a valid completion notification to
the CLEC. The accumulated time is then divided by the associated total
number of 911/E911 incoming trunks added within the report period.

The “Percent Trunks Completed within 15 days" monitors the ILEC ability
to respond within 15 days to add trunks, utilized by CLEC customers to
access the ILEC 911/E911 office. The percentage of trunks added in 15
days is determined by first counting, both the total numbers of 911/E911
trunks completed within the reporting interval and the number of
911/E911 trunks completed within 15 days. (as specified on the on the
completion notification returned to the CLEC). The resulting count of
trunks completed no later than 15 days is divided by the total number of

- 911/E911 trunks completed with the resuiting fraction expressed as a

percentage.

The "Percent (811/E911) Trunk Blockage” monitors overflow situations
during the busiest hour of the Reporting Period for those trunk groups
accessed by CLEC customers to reach the ILEC 911/E911 office. This
metric is computed at the end of the reporting period. It looks at the
busiest hour during the reporting period as defined by the highest peg
count (call attempts on the trunk group). It then determines for that hour
the count of overflow (those call attempts that were blocked due to
inadequate trunking, trunks turned down due to maintenance, or other
Network failures). [t then computes the percentage of blocking for that




tomated process,
the accumulation of
elapsed time
continues through
off-schedule,
weekends and

Reporting Dimensions:

T Excluded Situations:

. 911/E911 Incoming Trunk Adds

. None

. 911/E911 Incoming Trunk Groups
1 Grade of Service (see Appendix A)

Data Retained Relatlng to CLEC

‘Data Retained Relatmg to lLEC

Experience: | Performance:

*Report Month *Report Month

*Reporting Dimensions *Average 911/ES11 Trunk Order Completion
1911/E911 Trunk Order Submission Date Interval

1911/E911 Trunk Order Submission Time 1 Reporting Dimensions )
1911/E911 Trunk Order Completion Date 1Geographic Scope

1911/E911 Trunk Order Completion Time
1Trunk Group Designation Identifying “to and

from “ points
1 Geographic Scope
Performance if the ILEC does not deliver direct comparative results or the ILEC has not
Standard in produced benchmark levels based upon a verifiable study of its own
| Absence of operation as agreed to with the CLEC, then result(s) related to the CLEC

ILEC Results:

less

operation should be provided according to the following levels of
performance in order to provide the CLEC with a meaningful opponumty

to compete:
. 911/E911 incoming trunk adds completed within 15 days
. Trunk blockage on 911/E911 incoming trunk groups at .5% or
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-Measurement Detail

Function: -

L . System Avallabxllty to the MSAG (Master Street Access Gmde) e

‘Business -

I The 911/E911 capabahty works properly when after havmg

dialed “911", a customer calling into the Dispatch Center, can
accurately have their telephone number associated with the
correct street address, and thus receive dispatched help
quickly. CLECs need the addresses contained in the MSAG,
under the jurisdiction of the ILEC, to be able to associate the
correct address with each telephone number. Fast response

7| time in obtaining MSAG information is important in order that
°| the appropriate 911/E911 databases can be updated

| promptly and accurately.
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Measurement Percent MSAG System Availability = [(Hours MSAG is Available to
Methodology: CLECs During Repor_ting Perio.d)I(Numbe.r of HoEJrs MSAG was
Scheduled to be Available During Reporting Period)] x 100

For CLEC Results: The total “number of hours MSAG was scheduled to
be available” is the cumulative number of hours (by date and time on a 24
hour clock) over which the ILEC planned to offer and support CLEC
access to ILEC OSS functionality during the reporting period. The ILEC
must provide a minimum advance notice of one reporting period regarding
availability plans and such plans must be interface-specific. If scheduled
availability is not provided with at least one report period advance notice
then the default availability for the subsequent reporting period will be
seven days per week, 24 hours per day.

“Hours Functionality is Available” is the actual number of hours, during
scheduled available time, that the ILEC gateway or interface is capable of
accepting CLEC transactions or data files for processing in the gateway /
interface and MSAG OSS(Operation Support System).

The actual time available is divided by the scheduled time available and
then multiplied by 100 to produce the “Percent MSAG system availability”
measure.

For ILEC Results: The “available time” and “scheduled available time” is
gathered for the MSAG ILEC OSS during the report period. The MSAG
ILEC OSS availability is computed based upon the weighted average
availability. That is, the available time for the MSAG is accumulated over
the report period and then divided by the summation of the scheduled
available time for the MSAG.

Other Clarifications and Qualifications:

Parity exists if the CLEC "Percent MSAG System Availability  is equal to
or better than ILEC MSAG System Availability. '

“Capability of accepting” must have a meaning consistent with the ILEC
definition of "down time" , whether planned or unplanned, for internal
ILEC systems having a comparable potential for customer impact.

Time is measured in hours and tenths of hours rounded to the nearest
tenth of an hour. :

Reporting Dimensions: | Excluded Situations:™

» Business Periods (8:00AM to 8:00PM local | « None
time versus Off-Hours 8:00PM to 8:00AM,
weekends and Holidays)

1 Geographic Scope . )

Data Retained Relating to CLEC | Data Retained Relating to ILEC

Experience: . Performance:
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* Report Month « Report Month

¢ Scheduled Hours Available » Scheduled Hours Available

1 Actual Hours Available 1 Actual Hours Available

1 Percent MSAG CLECAvailability 1 Percent MSAG ILEC Availability

o e w0t lfthe ILEC does not deliver direct comparative results or the ILEC has not
Performance #:| produced benchmark levels based upon a verifiable study of its own

operation as agreed to with the CLEC, then result(s) related to the CLEC
operation should be provided according to the following levels of
performance in order to provide the CLEC with a meaningful opportunity to
compete:

Standard in’x
Absencs of i
ILEC Resiilts

1 Less than 0.1% of unplanned down time, by interface, during either

business period .
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eMeasurement Detail

Collocation Provisioning (CP)

Implications:

Function: - Phy;ica! and Virtual Collocation Cpmmitmen;s_Met o
Business . - | Due to the natural evolution of local telephone services over
| the years, ILECs own, rent, or lease buildings in most cities

and towns. Many of these buildings house ILEC Central

| Office switches and equipment, giving them an advantage in

the immediate marketplace. These same buildings often
have extra space, due to technology compressing the size of
equipment over time. In order to be able to compete and to
install necessary equipment to do so, CLECs need access to
space available in ILEC buildings or remote locations. ILECs
need to respond in a timely fashion to CLEC requests.
Delays will prevent the CLEC from serving customers, and
thereby threaten to prevent meaningful competition in the

marketplace.
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Measurement
Methodology:

Measurement
Methodology:

Mean Response to Request Interval = 3[(Request
Response Date&Time) — (Request Submission
Date&Time)]/(Count of Requests Submitted in Reporting
Period)

Percent Responses Received within 5§ Business Days =
[(Count of Responses received within 5 Business
Days)/{Count of Requests Submitted in Reporting
Period)] x 100

Percent Physical Commitments Met = [(Count of Physical
Commitments Met)/(Count of Physical Commitments in
Reporting Period)] x 100

Percent Virtual Commitments Met = [(Count of Virtual
Commitments Met)/(Count of Virtual Commitments in
Reporting Period)] x 100

For CLEC Results: The response interval for each space requestis
determined by computing the elapsed time from the ILEC receipt of a
space request from the CLEC, to the time the ILEC returns the requested
information to the CLEC. Elapsed time is accumulated for each space
request, consistent with the specified reporting dimension, and then
divided by the associated total number of space requests received by the
ILEC during the report period.

The “Percent Responses Received within 5 Business Days” is determined

by first counting, for each specified reporting dimension, both the number

of space request responses (via FOCs, Firm Order Confirmation Notices)
received within 5 business days, and the number of space requests
submitted in the reporting period. For each reporting dimension, the
resulting count of space responses received within 5 business days, is
divided by the number of space requests submitted in the reporting period
and expressed as a percentage.

The “Percent Physical Commitments Met" is determined by first counting,
for each specified reporting dimension, both the number of commitments
met, and the number of commitments made (via FOCs) in the reporting
period. For each reporting dimension, the resulting count of commitments
met, is divided by the number of commitments made im the reporting
period and expressed as a percentage. The same methodology applies to
“Percent Virtual Commitments Met".

For ILEC Results: The ILEC computation is identical to that for the CLEC
with the clarifications noted below:

Other Clarifications and Qualifications:

Elapsed time is measured in days and hours.
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Reporting Dimensions:

Excluded Situations:

FOC for Request of Collocation Space
FOC Commitment for Construction start
FOC Commitment for Interconnection to
ILEC

By ILEC Central Office or Remote location
Geographic¢ Scope

+ CLEC cancellations

Data Retained Relatlng to CLEC
Experience:

| Data Retained Relatmg to ILEC
‘Performance: . -

[ N N N

Report Month

Request Identifier (e.g., unique tracking
number)

Request receipt by ILEC, date and time
Request type (per reporting dimension)
Response Date and Time

Commitments made for Physical or Virtual
Collocation Construction start
Commitments Met for Physical or Virtual
Collocation Construction start
Commitments made for Physical or Virtual
ILEC Collocation Interconnection
Commitments Met for Physical or Virtual
ILEC Coliocation Interconnection
Geographic Scope

* Report Month

» Request type (per reporting dimension)
1 Mean response interval

1 Geographic scope

Performance
Standard in
Absence of
ILEC Results:

compete:

If the ILEC does not deliver direct comparative results or the ILEC has not
produced benchmark levels based upon a verifiable study of its own
operation as agreed to with the CLEC, then result(s) related to the CLEC’
operation should be provided according to the following levels of
performance in order to provide the CLEC with a meamngfu| opportunity to

1 Requests for space should be responded to within 5 business days.
1 Commitments Met should be equal to or better than 98%.

Measurement Detail
Appendix A: Reporting Dimensions
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.Standard
Se'TViSfe | kS
‘Groupings:

K N (U N (L WIS N

.| Add to LCUG list:

‘| ISDN Basic Rate (BRI)

ISDN Primary Rate (PRI)

Unbundled DS3 Loop

Network Interface Device (NID)

Direct Inward Dialing (DID)

RCF (Remote Call Forwarding) for Ported Numbers
Signaling System 7 (SS7)

Stan‘&ér_d

| Add to LCUG list:

‘Order |
*-Acti_vitiesf_: A0 1 Interim Number Portability (INP)
Grade of = Interoffice Trunk Groups

o Final Trunk Groups

Service:

Tandem Trunk Groups
End Office Trunk Groups
911/E911 Incoming Trunk Groups

IS . W W N 4
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Measurement Detail
Appendix B: Glossary

Add to LCUG Document Glossary:

Completion: A “completion” is the transaction that the ILEC sends to the
CLEC to inform the CLEC that a requested order has been
completed. It means that all necessary work associated with an
order or work request is done to meet customer requirements. This
will include ensuring that Intercept Announcements and all feature
changes have been tested and activated.

Grade of Service: Trunk group sizing is based on the Engineering criteria of
“Grade of Service” and often refers to the mathematical “Poisson
Tables” to quantify levels of Service (such as, P.01 GOS which
equates to 1in 100 “blocked calls”, or 1% blockage).



